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IT 


V«c  You  put  your  career  at  risk  if  you  ignore  office 

politics.  Here’s  how  to  identify  the  power  players. 


COMPUTERWORLD 


No  PC  Cards.  No  hotspots.  Pure  wireless  productivity. 


FREE  3-DAY  TRIAL 
$100  MAIL-IN  REBATE 
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■  DEPARTMENTS 

22  On  the  Mark:  Mark  Hall 

is  told  that  if  you  don't  design  your 

SOA  apps  right,  you  could  degrade 
data  quality. 

24  The  Grill:  IBM  Venture  Capital 
Group's  Deborah  Magid  talks 

■  NEWS  DIGEST 

tion  spree,  how  and  where  it  shops, 
and  global  hot  spots  for  innovation. 

12  SAP  fires  execs  at  its  Tomorrow- 
Now  unit  in  the  wake  of  an  Oracle 

data  theft  suiL  |  The  VA  investigates 
yet  another  possible  data  breach. 

ees  and  users  of  acquired  rivals 

Business  Objects  and  Cognos 
U.S.  agencies  are  slow  to  issue 
workers  mandated  mart  ID  cards. 

16  An  amateur  cryptographer's 

PC  beats  a  rebuilt  Colossus  system 

■  NEWS  ANALYSIS 

18  Users  Tap  RSS  Tools  to 

Ease  Info  Overload.  Companies 
hope  to  boost  productivity  by  reduc¬ 
ing  the  flow  of  internal  e-mail. 

5 

20  Oracle  Virtual  Server 
Unlikely  to  Blunt  VMware. 

Users  and  analyst  predict  that  adop¬ 
tion  of  Oracles  new  virtualization  tools 
will  be  limited  to  its  installed  base. 

44  Security  Manager's  Jour¬ 
nal:  Data  Retention  Oats  a 
Second  Look.  How  much  data  Is 
too  much?  New  e-discovery  rules 
burden  IT  with  the  task  of  searching 

■  OPINION 

8  Editor's  Note:  Mark  Hal  says 
the  corporate  market  remains  an  after- 

_  48 Career 

Py  ,  Watch: You're 

28  John  D.  Halamka  suggests 

ere  who  avoid  using  support. 

48  Robert  LMHehel  says  that 
if  bandwidth  is  the  currency  of  the 
global  Internet  economy,  the  U.S.  is 
headed  for  the  poorhouse. 

92  Frankly  Speaking:  Frank 

Hayes  suggests  helping  users  to 
cope  with  the  holidays  - by  offering 
them  tips  on  safe  online  shopping. 

career  if  you 

■  don't  play  office 

tW  j  politics:  and 

certified-skills 
■  pay  takes  a  dive. 

51  Shark  Tank:  Sometimes  a 
pilot  fish  can't  resist  having  a  little  fun 
at  the  expense  of  a  gullible  user. 
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■  FEATURES 

30  GM’s  Global  Positioning 

COVER  STORY:  CIO  Ralph  Szygenda  is  leading  General  Mo¬ 
tors'  effort  to  standardize  its  IT  business  processes  around 
the  world.  And  if  that  wasn't  tricky  enough,  the  bulk  of  those 
processes  are  in  the  hands  of  outsourcers. 

34  Making 
ITIL  Real 

The  IT  Infrastructure  Library  has 

hard  to  figure  out  where  to  begin  an 
implementation.  Successful  adopt¬ 
ers,  like  Allstate  Insurance’s  Cathy 
Kirch,  often  start  small,  with  areas 
that  most  need  improvement. 

40  Storage  2.0 

Web-based  storage  is  coming,  and  its  potential  is  huge.  But 
don’t  throw  away  your  Fibre  Channel  SANs  just  yet. 


IT  drives  your  business.  So  naturally,  it  consumes  your  thoughts.  Customers,  on  the  other  hand,  shouldn't  need  to 
think  about  it  at  all.  They  just  expect  great  service.  Our  approach  to  Business  Service  Management  helps  ensure  they 
get  it,  by  managing  IT  services  based  on  their  impact  to  your  business.  That  way,  with  your  service  commitments 
fully  in  sync  with  your  business  demands,  you’ll  be  able  to  give  your  customers  that  most  coveted  and  elusive  of 
all  service  experiences:  complete  satisfaction.  Of  course,  we'll  know  the  source  of  that  satisfaction  is  really  your 
very  own  IT  department.  To  learn  more,  read  the  Forrester  analyst  independent  report,  "The  Key  To  IT  Business 
Alignment  Is  In  Operations  (April  2007)"  at  ca.com/bsm. 


Transforming 
L  IT  Management 


Computerworld’s 
2007  Gift  Guide 


Real  Life:  Earning  the  CISSP 

After  surviving  the  rigorous  six-hour  test  and  obtaining 
Certified  Information  Systems  Security  Professional 
accreditation,  networking  pro  Greg  Schaffer  examines  what 
it  takes  to  pass  -  and  how  it  might  benefit  your  career. 

Opinion:  Will  Dell  Bite 
The  Hand  That  Feeds  It? 

Dell's  acquisition  of  EqualLogic  is  likely  to  cause  some 
friction  between  Dell  and  EMC,  especially  where  EMC’s 
entry-level  Clariion  storage  systems  are  concerned. 
computerworld.com/storage 

Computer  Forensics 
In  the  Age  of  Compliance 


Check  out  these  extremely  cool, 
geeky  or  just  downright  useful 
ideas  lor  this  holiday  season  - 

gadget  that  lets  you  convert  your 
vinyl  IPs  to  digital  format  as 
you're  listening,  or  the  Roboquad 
home  security  system. 


\jL+ 
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Blog  Spotlight 

Get  Ready  for 
Internet  Brownouts 

Not  happy  with  a  sometimes  (or  all-the-time)  sluggish  broadband 
connection?  K  Nemertes  Research  is  to  be  believed,  things  are 
going  to  get  a  lot  worse,  leading  to  widespread  Internet  brownouts 


Inside  the  VA’s 
Computer  Meltdown: 
What  Happened  and  Why 

The  agency's  systems  were  recently  down  for  a  day, 
and  it  wiH  take  months  of  work  to  recover  data  for 
the  medical  records  of  thousands  of  veterans. 


Will  Wi-Fi  Hot  Spots 
Survive  WiMax  and  3G? 


SHAWHbBAIT 


Key  executives  need  their  BlackBerries  in  order  to 
be  on  call  24/7.  So  one  exec  was  naturally  upset 
when  his  PDA  stopped  working  -  even  if  he  couldn't 
understand  why  it  may  have  been  his  fault. 


ONLINE  DEPARTMENTS 

Breaking  News _ computerworld.com/news 

Newsletter  Subscriptions _ computerworld.com/newsletters 

Knowledge  Centers _ computerworld.com/topics 

The  Online  Store  computerworM.com/store 


his  notebook 
crash,  but  his 
drive  won’t. 


may 


solid  state  reliability 


Introducing  the  new  Samsung  Flash  Solid  State  Drive  (SSD). 

No  moving  parts,  except  some  hardworking  electrons.  A  mean  time 
between  failures  (MTBF)  six  times  longer  than  a  hard  drive.  Virtually 
unlimited  shock  resistance.  And  power  use  that  extends  battery  life 
up  to  20%.  With  a  Samsung  SSD  inside  your  notebook,  your  data  is 


www.samsungssd.com 


■  EDITOR'S  NOTE 

m 

*  * 

Mark  Hall 

Apple  vs.  IBM 

Sometimes,  it’s  with  Unix 
in  a  server  farm.  Once 

in  a  server  rarm.  unce 
in  a  while,  it’s  z/OS  on  a 
mainframe.  On  occasion, 


IN  LATE  OCTOBER,  a  buddy  from  my  MacWeek  days 
e-mailed  me  with  this  half-joking  dig:  “Apple’s  worth 
more  than  IBM.  The  Mac  wins!!” 

My  friend  wasn’t  alone  in  his  glee.  Bloggers  and  Web 
sites  devoted  to  all  things  Macintosh  were  quick  to  put  a  ver¬ 
bal  boot  to  IBM’s  keister  when  Apple’s  market  capitalization 
surpassed  IBM’s.  At  one  point  this  month,  the  stock  market 


i5/OS  on  a  server  does  the 
trick.  What’s  best  for  the 
end  user?  Tablet  PC?  Thin 
client?  Maybe  even  a  Mac? 
IBM  can  deploy  all  these 
technologies  and  more. 

This  is  not  to  say  that  IT 
should  go  all  Blue  and  ig¬ 
nore  Apple.  Quite  the  con¬ 
trary.  Apple  has  changed  the 
Mac  to  be  more  enterprise- 
worthy,  as  with  those  “X" 
systems  I  mentioned.  Its 


vindication  of  Apple's 
approach  to  computing. 
Apple  strives  to  make 
tilings  simple  for  end  us- 


underscoring  how  hard 
technology  is  to  use. 

The  Apple-IBM  rivalry 
goes  back  to  1981,  when 
Apple  took  out  a  quasi¬ 


market.  The  year  the  PCjr 
appeared.  Apple  shifted 
its  strategy  to  go  after 
enterprise  business  users 
with  its  high-end  and  high- 
priced  Lisa  desktop  com- 


porations  as  the  PCjr  did 
among  consumers,  which 
is  to  say  it  totally  bombed. 

Since  then,  Apple  has 
always  had  a  modest  rev¬ 
enue  stream  from  the  en¬ 
terprise.  Its  main  markets 


reading,  “Welcome,  I 
Seriously.”  For  a  whil 
IBM  tried  to  pitch  its  PC  to 
Apple's  traditional  market 
of  technology-conscious 
consumers  with  a  Charlie 
Chaplinesque  pitchman.  In 
1983,  it  came  out  with  the 
PCjr,  trying  to  entice  aver¬ 
age  Joes  to  experience  the 
joys  of  working  with  DOS. 
It  turned  out,  though,  that 
the  real  market  for  PCs 
back  then  was  not  the 


Server  have  received  posi-  is  a  serious  too 
tive  reviews  on  Computer-  deploy. 
world.com  and  elsewhere.  But  a  tool  is  x 

And  the  market  share  for  Apple’s  greai 
the  Macintosh  is  growing,  Wall  Street  has 


■  Finally,  the  Mac 
is  a  serious  tool 
for  IT  to  deploy. 
But  a  tool  is  not 
a  strategy. 


reality  than  Apple’s  is.  IT  in  those  new  tools  for  IT. 
problems  are  complex  and  But  corporate  computing 
I  can’t  be  completely  solved  remains  an  afterthought 
'  by  a  visit  to  your  local  at  Apple,  whereas  at  IBM, 
Apple  Store.  For  every  IT  it’s  practically  the  only 
question,  Apple  has  one  thought.  ■ 

simple  answer  the  Mac.  Maik  Hal  is  a  Computer- 
IBM,  on  the  other  hand,  world  editor  at  large.  Con- 
doesn’t  have  a  pat  answer,  tact  him  at  mark_hall@ 

because  it  knows  each  computerworld.com. 

company's  IT  conundrums  Don  Tumult  wB  return 
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■  LETTERS 

The  Debate  Rages  on  Over  ‘Using  Women’ 


Don  Tennant  really  cratered  with 
his  Nov.  5  Editor’s  Note,  “Using 
Women."  If  anything  can  be  called 
“inappropriate"  about  the  situa¬ 
tion,  it  is  the  juxtaposition  of  such 
a  physically  challenging  sport  as 
boxing  with  such  a  mentally  chal¬ 
lenging  field  as  IT.  Sure,  I  get  the 
metaphor  of  competition,  but  after 
that,  what?  Are  we,  who  generally 
don't  have  to  lift  anything  heavier 
than  a  server,  PC  or  monitor,  sup¬ 
posed  to  identify  with  people  whose 
lives  revolve  around  physical  train¬ 
ing  and  prowess? 

Vanco  did  what  it  set  out  to  do:  It 
attracted  a  large  number  of  people 
to  its  display  at  the  least  possible 

cost.  Should  it  be  faulted  for  the  ac¬ 

curacy  of  its  market  targeting? 

Tennant  suggests  there  should 
have  been  more  of  a  backlash.  That 

there  wasn’t  is  a  clear  indicator  that 

his  objections  are  out  of  step  with 
the  realities  of  our  industry. 

■  Conan  Cocallas,  project  manager, 
Oakhurst,  Calif. 


I  was  disappointed  in  your  readers’ 
responses  to  the  “Using  Women" 
editorial  [“Getting  Old,  Indeed,” 
Nov.  12].  Tennant’s  disgust  with 
these  practices  is  right  on.  More- 


needs  to  have  his  brain  replaced. 

IT  workers  must  be  the  raunchi¬ 
est,  dirtiest  bunch  of  overgrown 
adolescents  in  the  nation.  Maybe 
it’s  the  same  in  every  industry,  but 
I  suspect  it’s  not.  The  whole  IT  cul¬ 
ture  of  gender  disparity  and  social 
inadequacy  infects  everything,  and 
it’s  predictable  that  your  readers 
would  flip  out  when  you  seem  to 
threaten  their  God-given  right  to 
ogle  women  at  conferences. 

A  woman  in  a  technical  position 
in  the  IT  industry  needs  more  than 
talent  and  ability;  she  needs  skin 
like  steel.  If  1  had  witnessed  the 
ring  girls  you  described,  I  doubt  I 
would  have  looked  away.  But  that 
natural  reaction  doesn't  deactivate 

a  man's  brain.  Frankly,  I  think  most 

people  who  wrote  angry  e-mails  to 

you  know  very  well  that  all  of  this 

is  true,  but  they  can’t  stand  the  idea 

of  a  girl  in  their  treehouse.  It  really 
is  embarrassing  —  it’s  embarrass¬ 
ing  to  me  as  a  man,  and  it's  embar¬ 
rassing  to  me  as  a  worker  in  this 
industry. 

■  Mark  Golden.  Wiltiamsville,  N.Y. 


Setting  aside  for  a  moment  that  I 
agree  with  Tennant’s  assessment  of 
using  scantily  clad  models  to  attract 


over,  the  Western  assumption  that 
sex  is  the  best  way  to  sell  a  product 
is  deeply  flawed.  Last  year,  I  bought 
a  friend  a  domain  name  through 
GoDaddy.  He  is  a  very  modest  man 


in  the  replies  he  highlighted.  That 
is  the  use  of  ad  hominem  remarks 
in  lieu  of  reasoned  argument.  It 


!  appreciated). 


It’s  Smart. 

It’s  Transparent. 

It  Will  Take  Your  System  From  Zero  to  Sixty— Automatically! 

Automatically  and  invisibly  solve  disk  performance  issues — forever 

File  fragmentation— the  splitting  of  files  in  tens,  hundreds  or  thousands  of  pieces— puts  the  brakes 
on  system  performance.  It  slows  access  to  a  crawl.  It  causes  delayed  application  launches  and  slow 
boot  ups.  It  can  even  cause  system  crashes. 

Introducing  the  first  and  only  completely  automatic  defragmentation  solution.  New  Diskeeper*  2008  with 
InvisiTasking"  defragments  in  real-time,  invisibly  in  the  background.  Intelligently  monitors  and  utilizes 
only  idle  system  resources,  while  users  continue  to  work.  And  with  fragmentation  completely  eliminated, 
your  performance  flies.  Systems  are  maintained  at  peak  performance  and  reliability — automatically! 

►  True  transparent,  background  defragmentation,  unnoticeable  to  applications 
and  users— except,  ot  course,  tor  the  newfound  performance  and  reliability 

►  No  scheduling  required.  Ever.  Ever.  Ever  WWW  -  2 

►  Adaptive  technology  boosts  access  to  your  most  commonly-requested  files.  ■  wftt  IflViSiTdSking  I 

beyond  defragmentation  alone.  DlSkeeper2008  I 

►  Work  smarter  not  harder.  Each  volume  is  different.  Dynamic  intelligence  determines  Maximizing  Performance  and  Reiiabimy — Automatically  ■  I 


►  Advanced  defragmentation  uniquely  designed  for  high-capacity,  high  traffic  disks. 

►  No  mom  to  move?  Extreme  fragmentation?  No  problem.  New,  complete 
defragmentation  in  all  conditions— even  with  less  than  i  %  free  space. 

►  Critical  system  file  fragmentation  now  automatically  prevented. 

►  Allows  you  to  leverage  VSS  data  protection  and  the  performance  and  reliability 


"MM  with  InvisiTasking' 

Diskeeper  2008 

Try  New  Diskeeper  2008 
Free  for  45  Days! 

Download  at  www.diskeeper.com/cw2008 
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SAP  confirmed  the  depar¬ 
ture  of  TomorrowNow  CEO 
Andrew  Nelson  and  other 
top  executives.  A  spokes- 


PeopleSoft,  Siebel  and  J.D. 
Edwards  software. 

Marc  Songini,  an  analyst 
at  Nucleus  Research  Inc.  in 


el  and  J.D.  TomorrowNow  co-founder 

re.  Seth  Ravin,  could  be  a  vi- 

,  an  analyst  able  alternative  for  existing 
arch  Inc.  in  TomorrowNow  customers  if 
said  SAP  SAP  sells  the  subsidiary.  He 
sidiary  be-  also  speculated  that  Rimini 

like  to  look  Street  could  be  a  potential 
buyer  of  the  firm. 


didn't  return  calls  si 
formation  about  the  incident 
Buyer,  the  fomier  chair 
man  of  the  House  Commit¬ 
tee  on  Veterans'  Affairs, 
said  in  a  statement  that  the 
VA  notified  his  office  of  the 
theft  on  Nov  15.  He  added 
that  he  would  "find  out  why 
VA  policies  were  not  fol¬ 
lowed  and  take  whatever 


0 

MAKE  ROUTINE  MAINTENANCE 

LESS  ROUTINE 


time,  money  and  countless  headaches 
Technology  for  better  businesitbuteothes. 


Xeon 


Quad-core. 

Unmatched. 


How  much  time  can  you  save?  Get  the  IDC  white  paper  al 
or  call  1-866-545-0297 


THE  BIGFIX  2008s  ARE  IN 


BIGFIX  Discovery  7.0  specifications 


Braking  failsales 


Verified  m  Battle 


Union  Bank,  a  subsidiary 
of  UnionBanCal  Corp., 
has  248  branch  offices  in 
California,  Oregon  and 
Washington.  It  is  now  in 
the  pilot  phase  of  deploying 
an  enterprise  RSS  system 
from  KnowNow  Inc.  and  ex¬ 
pects  to  eventually  roll  out 
the  technology  to  all  of  its 
10,000  or  so  employees. 

As  part  of  the  project, 
Union  Bank’s  IT  staff  is 
creating  targeted  RSS  feeds, 


turning  to  RSS  technology 
to  try  to  help  workers  keep 
up  with  an  ever-increasing 
amount  of  information.  Us¬ 
ers  and  analysts  say  that  in 
particular,  RSS  servers  and 
readers  can  provide  a  more 
precise  and  efficient  delivery 


ToEaselnfo 

Overload 

Companies  hope  to  boost 
productivity  by  reducing 
tne  flow  of  internal  e-mails. 
But  the  technology  may  take 
some  getting  used  to. 

By  Juan  Carlos  Perez 


mechanism  than  e-mail  does 
“The  first  problem  we  see 
addressed  regularly  with 
enterprise  RSS  systems  is 
e-mail  overload,”  said  Olive 
Young,  an  analyst  at  For- 


An  enterprise  RSS  systen 
can  be  ideal  for  delivering 
the  type  of  information  that 
employees  need  to  know  bu 
don’t  necessarily  have  to  act 
on  right  away,  Young  said. 
He  added  that  e-mails  con- 


land,  the  IT  department  has 
significantly  reduced  the 
volume  of  e-mails  by  install¬ 
ing  a  NewsGator  RSS  sys¬ 
tem,  said  David  Rendall,  a 

is  involved  in  the  project. 

But  Rendall  added  that 
he  has  had  to  hold  frequent 
training  sessions  to  promote 
the  use  of  the  RSS  system 
by  the  600  or  so  end  users  at 
NHS  Orkney.  “The  biggest 
challenge  is  helping  people 
make  the  switch”  from  rely¬ 
ing  on  e-mail,  he  said. 

User  indifference  and 
ignorance,  along  with  the 
familiarity  of  e-mail,  are 
common  barriers  to  RSS 
adoption  in  workplaces, 
according  to  Young.  He 
recommends  starting  de¬ 
ployments  within  specific 
workgroups,  with  the  stated 
goal  of  fixing  known  com- 


NOW  IT’S  NOT. 


ABILITY 

It's  the  ability  to  have  Microsoft'  Windows  Server  and  SUSE  Linux  Enterprise 
Server  from  Novell  work  together.  And  the  ab'i '  >  not 

!Y  "  ■  “her  to  help  v  n .  ren  ,  e  cc  ' 


Download  the  collaboration  roadmap  at  www.moreinterop.com 


COLLABORATION 

ROADMAP 


Novell 


Microsoft 


■  OPERATING  SYSTEMS 

Oracle  Virtual  Server 
Unlikely  to  Blunt 
VMware 

Users  and  analysts  say  wide¬ 
spread  sales  are  unlikely  out¬ 
side  of  Oracle’s  installed  base. 

By  Brian  Fonseca  and  Eric  Lai 


‘  I  ipo-'l  '' f. 


|LL  I  J 


M  We’re  already  established  with 

VMware.  We  may  look  at  [Oracle  VM], 
but  I  don’t  consider  us  moving  in  that 
direction.  It  doesn’t  make  any  sense. 
There’s  only  so  many  resources  we  can 
contend  with  as  far  as  different  operating 
systems  and  virtualization  platforms. 

TIM  ANTONOWICZ,  SYSTEMS  ADMINISTRATOR.  BOWDOIN  COLLEGE 


]i  dows  and  Linux  systems.  i  eration  runs  about  150  serv- 
“We're  already  estab-  ers,  including  100  that  are 
lished  with  VMware,"  said  virtualized  with  U  VMware 


is  administrator  Tim  ESX  servers,  Antonowicz 


\: 
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Are  you  investing  in  IT? 
Or  just  spending  on  IT? 


> 

accenture 


Get  the  World’s  First 
Open  Storage  System 
with  Legendary  ZFS 

The  Sun  Fire*  X4500  Storage  Server  (aka  “Thumper”)  delivers  twice  the 
performance,  half  the  size  and  one-third  the  price  of  the  competition 
With  common  storage  pools,  provable  data  integrity  and  near-zero 
administration,  ZFS  overturns  everything  you  thought  you  knew  about 
file  systems.  And  with  four-core  X64  performance,  the  highest  storage 
density  and  the  power  of  Solaris;  the  Sun  Fire  X4500  Server  blows  away 
everything  else  in  price,  performance,  and  capacity. 

For  a  free  60-day  trial,  go  to  sun.com/openstorage. 


■  THE  GRILL  I  DEBORAH  MAQID 


|  In  forms  of  software,  how  doas  IBM’s  ac-  |  businesses.  They  put  seed  money  int 
quMtion  stratagy  differ  from  that  of  com-  brand-new  companies  and  a  lot  of 

petitore?  I  think  the  key  thing  is  that  software  companies  around  Dublin 


moot,  data  capture  and  Web  conferenc¬ 
ing.  How  do  these  fit  Into  IBM's  product 
strategies?  These  are  capabilities  that 
we're  trying  to  bring  into  our  products. 

Take  the  data  management  business. 
In  the  past,  information  management 


you  looked  at  in  China?  In  China,  we’ve 
looked  at  things  related  to  our  hard¬ 
ware  business,  such  as  blades,  servers 
and  semiconductors.  This  is  another 


MWe  almost 
always  buy 
companies 
we’re  working  with 
so  that  we  know  what 
we’re  getting  into. 


Continued  from  page  24 
what  we  have  or  don’t  have,  whether 
we  should  build  products  ourselves, 
build  out  functionality  or  buy  some¬ 
thing.  Also,  when  we  buy  companies, 
we  almost  always  buy  companies  we’t 
working  with  so  that  we  know  what 
we’re  getting  into. 


•hips?  Usually  through  the  IBM  part¬ 
ner  program.  Businesses  evolve,  so  in 
cases  where  a  partnering  model  may 
evolve,  over  time  it  may  appear  that  it 
makes  sense  to  buy  the  company  in¬ 
stead  of  partnering  with  them. 


data,  how  you  analyze  it,  how  you  ap¬ 
ply  it  to  your  business.  A  company  like 
Princeton  [Softech],  which  was  purely 
storage-based  in  2000,  was  moving 
into  data  governance  like  we  were. 

What  are  tha  hottast  areas  for  IBM's 
software  group  right  now?  Security  has 
always  been  a  hot  area.  That's  true  in 
the  venture  capital  marketplace  and  in 
our  own  business. 

One  of  the  reasons  we  bought 
Watchfire  is  that  the  security  market 
has  changed.  A  few  years  ago,  it  was 
about  access  control  and  access  au¬ 
thentication.  Now,  it’s  more  about  [se¬ 
curing]  the  applications  and  the  data 
itself.  That’s  one  area  that’s  hot. 

Information  management  continues 
to  be  very  important  for  customers. 
There  are  a  lot  of  interesting  things 
happening  with  enterprise  search  and 
analytics. 

Haw  your  recant  trmis  taJun  you  to 
hotbeds  of  technology  development?  I 

have  been  spending  a  lot  of  time  in 
Ireland.  Maybe  that  will  be  illustrative. 
The  Irish  government  has  business  de¬ 
velopment  agencies  to  not  only  bring 


to  fri  a  product  or  functionality  gap  or  to 
mom  quickly  into  an  emerging  market? 

The  important  trend  is  what  happens 
with  analytics  and  [business  intelli¬ 
gence],  The  use  of  information  to  run 
businesses  has  become  much  more 
sophisticated,  not  just  for  business,  but 
for  government  and  homeland  secu¬ 
rity.  We’re  expanding  what  we  sell  into 
government  and  other  businesses. 

For  example,  we  bought  a  company 
called  FRD  in  2005  to  help  gaming 
companies  look  for  people  who  were 
being  fraudulent,  looking  at  informa¬ 
tion  based  on  their  relationships.  Now 
Homeland  Security  can  use  this  to  look 
at  relationships  and  information  about 
people  who  might  be  terrorists. 

—  Interview  by  Thomas  Hoffman 


Save  Power.  Save  Space. 

Save  Money.  Save  the  Planet. 
(Be  an  IT  Hero.) 


See  how  Sun's  new  Eco  Innovation"  Initiative  can  help  you  cut  your 
energy  costs  by  60%,  increase  your  server  efficiency  by  as  much  as 
85%  and  consolidate  your  datacenters  by  up  to  75%,  all  with  a  simple 
3-step  approach:  assess,  optimize  and  virtualize.  With  open  source 
Solaris^  virtualization  is  free,  making  it  easier  for  you  to  get  maximum 
utilization  of  your  resources.  See  how  faster  can  be  cooler,  better  can 
be  cleaner  and  cheaper  can  be  greener. 

Good  for  your  business.  Good  for  our  planet. 

Get  energy-efficient  systems  at  sun.com/ecoinnovation. 


■  OPINION 

John  D.  Halamka 


Tech ‘Safe  Drivers’ 
Deserve  Discounts 


AUTOMOBILE  INSURERS  have  long  seen  the 

sense  of  giving  drivers  an  incentive,  in  the  form  of 
safe-driver  discounts,  to  avoid  taking  risks  when 
they’re  behind  the  wheel.  In  health  care,  more  and 
more  payers  are  rewarding  doctors  for  the  quality  of  care  they 
deliver  and  not  the  quantity.  Aligning  incentives  with  out¬ 
comes  makes  good  sense. 


Technology  vendors 
should  follow  those  ex¬ 
amples  and  revise  their 
pricing  models  for  yearly 
hardware  and  software 
maintenance  contracts. 

If  they  rewarded  custom¬ 
ers  who  adhered  to  best 


were  given  incentives  to 
hire  highly  competent 
staffers,  follow  all  vendor- 
recommended  configura¬ 
tions  and  install  all  the 
latest  upgrades,  life  would 
be  better  for  both  the 
vendor  and  the  customer. 


calls  and  send  out  an  SOS 
during  numerous  high- 
priority  emergencies, 
and  the  cost  would  be  the 
same  as  with  a  spotless 
record.  The  outage  led  me 
to  replace  much  of  our  in¬ 
frastructure,  enhance  my 


ger  be  arbitrary.  Instead, 
they  would  be  a  direct 
function  of  the  yearly 
safety  rating.  The  harder  a 
customer  worked  to  avoid 
calls  for  help,  the  less  the 
maintenance  would  cost. 
The  best  customer  of  the 
year  could  even  be  reward¬ 
ed  with  completely  free 

Of  course,  there  are  po¬ 
tential  problems.  Vendors 
could  abuse  the  system  by 
defining  best  practices  as 
the  elimination  of  all  com¬ 
peting  products,  or  they 
could  take  away  points  if 
customers  didn’t  buy  all 
the  optional  add-on  soft¬ 
ware  they  recommended. 

But  such  tactics  would 
defeat  the  spirit  of  this 
proposal.  Any  vendor  that 

adopted  them  could  expect 

a  good  deal  of  pushback 
from  customers;  hope- 


practices,  they  would  es¬ 
sentially  pay  customers  for 
their  performance. 

As  a  CIO  of  multiple 
companies,  I  have  to  sign 
off  on  a  lot  of  maintenance 
contracts.  These  contracts 
have  a  list  price,  and  the 
manufacturer  usually 
passes  along  a  discount  to 
the  value-added  reseller. 
The  VAR  decides  how 
much  of  the  discount  to 
pass  along  to  customers. 
No  extra  consideration  is 
given  to  customers  who 
abide  by  the  vendor’s  best 
practices  for  the  imple¬ 
mentation  and  manage¬ 
ment  of  its  products. 

But  why  not?  Why  not 
give  technology  buyers  the 
equivalent  of  a  safe-driver 
diWount?  If  customers 


The  vendor  would  receive 
fewer  support  calls  and 
requests  for  emergency 
priority  service.  The  cus¬ 
tomer  would  get  higher 
reliability,  better  perfor¬ 
mance  and  lower  mainte- 

Five  years  ago  this 
month,  I  experienced  a 
devastating  network  out¬ 
age.  My  only  incentive  to 
adopt  best  practices  was 
fear  of  downtime.  The  cost 
of  support  was  certainly 
not  a  factor.  We  could 
make  hundreds  of  support 


■  Why  not  re¬ 
ward  customers 
who  are  less  of  a 
support  burden? 


support  team  and  ensure 
that  our  engineering  prac¬ 
tices  are  world-class.  We 
now  place  an  extremely 
low  burden  on  our  ven¬ 
dors,  but  our  maintenance 
discounts  for  all  the  tech¬ 
nology  we  operate  today 
don’t  reflect  that. 

Here’s  my  idea:  Ven¬ 
dors  give  each  customer  a 
yearly  technology  safety 
rating,  starting  at,  say, 

100  points.  If  you  miss  an 
upgrade,  10  points  will 
be  deducted.  Deviate  sig¬ 
nificantly  from  a  recom¬ 
mended  configuration, 
and  you'll  lose  another 
10.  Make  a  support  call 
because  you  lack  appropri¬ 
ate  IT  staffing,  and  more 
points  will  be  taken  away. 

Discounts  would  no  lon¬ 


fully,  they  would  see  that 
such  transparently  cynical 
ploys  have  no  real  value. 

So  let  me  publicly  ask 
my  good  friends  at  Cisco, 
EMC,  Dell,  HP  and  IBM, 
What  do  you  think?  You’ll 
find  that  my  driving  record 
is  exemplary.  ■ 

John  D.  Halamka  is  CIO 
at  CareGroup  Healthcare 
System,  CIO  and  associate 
dean  for  educational  tech¬ 
nology  at  Harvard  Medical 
School,  chairman  of  the 
New  England  Health 
Electronic  Data  biter- 
change  Network,  CIO  of 
the  Harvard  Clinical 
Research  Institute  and 
a  practicing  emergency 
physician.  You  can  contact 
himatjhalamka@ 
caregroup.harvard.edu. 
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Innovations  by  InterSystems 


For  software  developers  seeking  competitive  advantages,  InterSystems  Ensemble* 
offers  an  easy  way  to  make  applications  more  valuable.  Embed  our  rapid  integration 
platform  in  your  applications,  and  they  will  easily  connect  with  the  existing  systems 
of  your  customers  and  prospects.  Plus,  Ensemble  enables  you  to  enrich  legacy 
applications  with  adaptable  workflow,  browser-based  user 
interfaces,  rules-based  business  processes,  and  other  new 
features  that  users  want  -  without  rewriting.  Embed  our 
innovations,  enrich  your  applications. 
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Angers.  "At  first,  people  behaved  like  it 
was  an  intellectual  property  issue,  and 
really,  it’s  not,”  he  says. 


the  company  and  among  outsourcing 
suppliers  has  been  crucial  in  driving 
the  adoption  of  standardized  IT  work 
processes.  Multiple  Tier  2  and  Tier  3 
subcontractors  that  help  support  GM 
also  required  training,  which  was  de¬ 
livered  by  Tier  1  vendors. 

For  instance,  Capgemini,  which  han¬ 
dles  application  development  and  main¬ 
tenance  for  three  of  GM’s  businesses, 
provided  training  on  the  standardized 
business  processes  for  200  application 
developers  at  Indian  subcontractor  Sa- 
tyam  Computer  Services  Ltd. 

This  is  not  to  say  there  were  no 
bumps  in  the  road.  “There  are  always 
problems  when  you  put  together  indi¬ 
viduals  who  haven't  worked  together 
before,”  says  Paul  Spence,  CEO  of 
global  outsourcing  services  at  Cap¬ 
gemini  and  the  vendor’s  top  executive 
on  the  GM  account.  "It  was  a  matter 
of  determining  where  the  [common] 
work  processes  weren’t  being  followed 
and  then  resolving  them.” 

Szygenda  says  the  IT  business  proc¬ 
ess  effort  is  coming  along  better  than 
he  would  have  expected  at  this  point, 
driven  mostly  by  consistent  commu¬ 
nication  between  GM’s  IT  executives 
and  supplier  teams.  To  date,  he  says. 
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being  executed  effectively  about  75%  of 
the  time.  And  though  he  says  it  will  take 
more  time  for  GM’s  IT  partners  to  fully 
adapt  to  the  global  support  model  oth¬ 
ers,  like  EDS's  Mike  O’Hair,  say  they’re 
heartened  by  the  level  of  cooperation 
and  interaction  that  has  occurred 
among  age-old  rivals.  "You  cant  tell 


GM’s  approach  appears  to  be  catch¬ 
ing  on.  Forrester’s  Cameron  says  he’s 
starting  to  see  a  few  other  multination¬ 
al  companies  apply  global,  multisup¬ 
plier  IT  outsourcing  models  that  are 
similar  to  what  GM  has  constructed. 
Among  them  is  a  large  consumer 
goods  company  he’s  not  at  liberty  to 

Although  Szygenda  says  it’s  tough 
to  quantify  the  effect  that  the  process- 
standardization  effort  has  had  on 
the  business,  GM  is  now  spending 
$3  billion  annually  on  IT.  That’s  $1  bil¬ 
lion  less  than  in  1996,  and  Szygenda 
attributes  that  to  IT  efficiencies  the 
company  has  achieved.  He  adds  that 
GM  has  cut  a  staggering  $12  billion  in 
IT  costs  since  1996  and  has  reinvested 
$7  billion  back  into  IT. 

At  the  end  of  September,  GM  inched 
past  Toyota  Motor  Corp.  to  reclaim  the 
title  of  the  world’s  biggest  automaker, 
having  sold  7.06  million  vehicles  in 
the  first  nine  months  of  the  year,  com¬ 
pared  with  7.05  million  for  Toyota. 
Whether  GM's  efforts  will  enable  it  to 
recapture  its  dominance  of  the  world’s 
automotive  industry  is  yet  to  be  seem 
“That  story,”  says  Szygenda,  “will  be 
told  10, 20  years  from  now.”  ■ 
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MANAGEMENT 


Xply  with  the  requirements 
of  the  Sarbanes-Oxley 
Act  It  decided  to  adopt 
ITIL's  change  management 
processes,  but  initially  it 
put  aside  the  rest  of  the  best-practices 
framework.  “We’re  not  going  to  do 
everything  ITIL  says  to  do  —  not  if  it 
doesn’t  make  sense  for  us,”  says  Dale 
Edmiston,  the  company’s  senior  man¬ 
ager  of  IT  operations. 

Even  so,  Salisbury,  N.C.-based  Food 


U  [MIL  projects  are] 
always  evolving, 
with  continuous  cycles 
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least  one  of  those  areas. 

In  fact,  the  breadth  of  ITIL  can  make 
it  seem  intimidating.  “We  have  to  ex¬ 
plain  exactly  what  ITIL  is,  what  value 
it  brings  and  how  to  get  the  process  go- 


v2  coma*  In  a  aat  of  right  books: 
Business  ftospactta  (two  vokanos), 
Somfc*  Support,  Sendee  DeHmy, 


because  ITIL  —  the  Information  Tech¬ 
nology  Infrastructure  Library  —  is  a 
framework  of  IT  best  practices  that 
has  something  for  everyone.  The  ser¬ 
vice  support  and  service  delivery  sec¬ 
tions,  for  example,  include  guidance 
for  incident  management,  problem 
management,  configuration  manage¬ 
ment,  change  management,  release 
management,  IT  financial  manage- 


understand.  “ITIL  teaches  you  what 
you  should  be  doing  to  align  the  IT 
goals  with  the  business,”  says  Lemieux. 

START  SMALL 

Although  adopting  ITIL  involves  a  lot 
of  work,  it  is  not  terribly  complex,  es¬ 
pecially  when  you  take  it  one  step  at  a 
time,  starting  with  the  areas  that  need 
the  most  improvement. 

At  Carfax  Inc.,  a  provider  of  vehicle 
history  records  in  Centreville,  Va.,  the 
Continued  on  page  36 
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■  MANAGEMENT 


ITIL  Accreditation  Process 


The  U.K/s  Office  of 
Government  Commerce 
keeps  tight  control  over 
the  accreditation  of  ITIL 
training  organizations. 


The  APM  Grout 
is  its  official  ITIL 
accreditor . . . 


MWe  asked,  ‘Where 
should  we  improve?’ 
Then  we  did  a  project  plan 
and  said,  ‘Let’s  go  deliver  it.’ 


Continued  from  page  34 
trouble  area  was  capacity  planning. 
"That’s  what  got  us  started,"  says  se¬ 
nior  analyst  Robert  Stinnett.  “We  liked 
how  ITIL  handled  capacity  planning, 
so  it  just  sort  of  grew." 

Stinnett's  experience  with  ITIL  be- 
— i  in  2004,  when  Carfax  bought  BMC 


Carfax  manually  populated  the 
CMDB  with  information  such  as  hard¬ 
ware  and  network  configurations,  the 
physical  locations  of  enterprise  ap¬ 
plications,  and  the  other  applications 
and  databases  with  which  each  system 
exchanges  data.  The  CMDB  became  a 


the  service-modeling  tool.  Carfax  has 
reduced  manual  IT  tasks  by  about 
400%  over  the  past  two  years,  says 
Stinnett.  For  example,  IT  staff  can  auto¬ 
matically  see  which  other  systems  will 
be  affected  by  a  planned  upgrade  and 
make  adjustments  for  it  without  having 


to  send  them  for  training.  Today,  the 
company  has  adopted  ITIL  across  its  IT 
organization  and  sent  hundreds  of  IT 
employees  for  training  to  get  certified. 

To  decide  where  to  begin  its  ITIL 
implementation,  the  IT  department  de- 
Continued  on  page  38 
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M  We  asked, ‘Where 
should  we  improve?’ 
Then  we  (fid  a  protect  plan 
and  said, ‘Let’s  go  deliver  it.’ 
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WebSphere 


M  There  are  no  hard 
and  fast  rules  that 
you  nam  to  implement 
this  or  that. 


Continued  from  page  36 
veloped  a  maturity  scale  to  rate  its  vari¬ 
ous  processes.  Most  organizations  use 
some  type  of  maturity  scale,  such  as  the 
Capability  Maturity  Model,  for  assess¬ 
ing  their  IT  operations.  ITIL  contains 
its  own  means  of  assessing  the  service 
maturity  of  an  IT  organization,  called 
the  Process  Maturity  Framework. 

The  team  at  Allstate  used  the  ma¬ 
turity  scale  to  assess  each  practice. 


m  flirt  It  Monad  to  comply  wMi 


Inc.,  tho  ITSM  Academy,  ITSM  Sotu- 


ability  management  and  service-level 
management:  How  well  did  it  work? 
Did  employees  understand  proper  pro¬ 
cedures  and  follow  them?  How  consis¬ 
tent  was  the  documentation? 

They  decided  to  work  on  incident 
management,  change  management 
and  configuration  management.  “We 
asked,  'Where  should  we  improve?1  ” 
says  Cathy  Kirch,  an  Allstate  process 
consultant.  “Then  we  did  a  project 
plan  and  said,  'Let's  go  deliver  it.' " 

Kevin  Pugh,  an  Allstate  process  con¬ 
sultant  who  works  with  Kindi,  notes 
that  understanding,  and  then  document- 

between  processes  is  critical  to  success 
with  ITIL.  “Problem  management  can't 
analyze  and  fix  something  if  it's  not 
been  documented  first  in  incident  man- 
agement,”  he  says.  “Just  like  if  a  police 
officer  doesn’t  make  out  a  report,  then 
the  detective  has  nothing  to  work  on." 

BIO-BANO  APPROACH 

Unlike  many  organizations,  Tarrant 
County,  Texas,  opted  from  the  start 
for  a  large-scale  adoption  of  ITIL.  The 
county’s  IT  department  began  the  proc¬ 
ess  in  September  2005  by  hiring  Pink 
Elephant  Inc,  an  international  ITIL 
consulting  firm,  to  conduct  a  formal 
analysis  of  its  practices.  The  resulting 
20-page  report  rated  IT  operations  as 
"fairly  immature  across  the  board,"  says 
Pete  Rizzo,  director  of  operations.  “For 
instance,  we  didn’t  have  a  service  desk. 
We  had  a  help  desk.  A  help  desk  an¬ 
swers  a  call  and  passes  it  on  to  someone 


else.  A  service  desk  answers  the  call 
with  the  goal  of  resolving  the  issue." 

Early  on,  IT  employees  attended  a 
four-hour  awareness  class,  given  by 
ITSM  Solutions,  and  24  employees 
went  on  to  achieve  ITIL  certification. 

Once  certified,  employees  can  partici¬ 
pate  in  one  of  several  process  introduc¬ 
tion  teams  (PIT).  These  teams  focus  on 
a  specific  ITIL  process,  such  as  problem 
management  Each  PIT  has  a  cross  sec¬ 
tion  of  employees  —  from  the  server 
group,  the  database  administration 
group,  desktop  support  and  so  on,  says 
Jan  Allred,  project  manager  in  IT  op¬ 
erations  for  Tarrant  County.  (All  team 
members  also  have  full-time  “day  jobs" 
in  the  IT  department) 

They  decided  to  begin  with  incident 
and  problem  management  and  then 
move  on  to  change  and  configuration 


management.  With  the  help  of  a  con¬ 
sultant,  they  compared  their  practices 
with  ITIL’s  and  created  road  maps  for 
closing  the  gaps.  For  instance,  they 
converted  the  help  desk  into  an  ITIL 
service  desk  and  increased  its  staff  and 
hours  of  operation.  They  expanded 
their  Hewlett-Packard  ServiceCenter 
software  with  modules  for  incident 
management,  change  management  and 
configuration  management. 

In  the  process,  they  began  to  inter¬ 
nalize  ITIL's  worldview.  For  example, 
says  Rizzo,  “ITIL  defines  incident 
management  as  rapid  restoration  of 
service,  so  if  somebody’s  printer  isn’t 
working,  the  goal  of  the  service  desk 
is  to  help  them  print  —  not  necessarily 
to  fix  the  printer.  It’s  the  problem  man¬ 
agement  side  who  finds  the  root  cause 
of  the  printer’s  problem." 

BEYOND  SARBANES-OXLEY 

Though  the  Sarbanes-Oxley  Act  and 
the  need  for  better  change  management 
opened  the  door  to  ITIL  at  Food  Lion, 
Edmiston  and  his  staff  soon  became 
convinced  of  its  value  and  decided  to 
adopt  additional  ITIL  processes,  in 
combination  with  the  Cobit  standard 
for  IT  security  and  control  practices. 

“It’s  difficult  to  do  one  of  the  ITIL 
service  areas  without  looking  at  relat¬ 
ed  ones,"  Edmiston  explains.  “If  you’re 
doing  incident  management,  you  also 
need  to  look  at  problem  and  change 
management,  because  some  incidents 
will  require  root-cause  analysis  and 
invoke  a  change." 

Food  Lion’s  IT  group  created  cross¬ 
functional  teams  of  10  employees,  and 
each  team  focused  on  one  of  four  ITIL 
process  areas  to  be  implemented  ini¬ 
tially:  change  management,  incident 
management,  problem  management 
and  service-level  management.  Each 
team  developed  a  road  map  of  tasks 
needed  to  align  the  process  with  the 
ITIL  model. 

With  the  first  four  process  areas 
well  under  way,  two  teams  are  now 
planning  to  focus  on  configuration  and 
release  management.  But  an  ITIL  ef¬ 
fort  is  never  really  done,  Edmiston  says. 
“It’s  always  evolving,  with  continuous 
cycles  of  improvement."  ■ 

Hildreth  is  an  IT  writer  based  in 
Waltham,  Mass.  She  can  be  reached  at 
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Web-based  storage  is  coming,  and  its 
I  potential  is  huge.  By  Robert  L.  Scheier 


just  yet  These  Web-based  services 
lack  the  performance  required  for  on¬ 
line  transactional  applications  or  giant 
database  queries.  There  are  also  ques¬ 
tions  about  security  and  how  much 
data  companies  are  willing  trust  to  a 
node  somewhere  on  the  Internet. 

Still,  a  combination  of  three  technol¬ 
ogies  could  reduce  corporate  reliance 
on  higher-priced,  proprietary  storage 
hardware  and  software  from  industry 
giants  like  EMC  Corp.,  IBM  and  Hita¬ 
chi  Data  Systems  Corp.,  not  to  mention 
a  host  of  smaller  vendors.  And  the  es¬ 
tablished  companies  seem  to  be  aware 
of  the  trend:  In  October,  EMC  acquired 
Berkeley  Data  Systems  Inc.,  whose 
Mozy  services  provide  Web-based 
backup  to  consumers  and  businesses. 

THE  TECHNOLOOIES 

The  first  piece  of  the  technology  puzzle 
is  open-source  storage  software.  Exam¬ 
ples  of  promising  open-source  applica¬ 
tions  include  tools  for  specific  storage 
functions,  such  as  the  Amanda  open- 
source  backup  system  and  the  Darik’s 
Boot  and  Nuke  disk-wiping  utility.  Oth¬ 
ers  include  network  file  systems  such 
as  Lustre,  OpenAFS  and  Samba,  which 
can  form  the  foundations  of  entire  stor¬ 
age  infrastructures. 

Next  on  the  list  are  distributed  grid- 


-  established  services  like  Mozy. 

.  OMBINE  OPEN-SOURCE  And  those  architectures  are  built 
'  software,  distributed  using  the  third  technology:  industry- 
storage  running  on  low-  standard  servers  and  disk  drives,  which 
cost  hardware  and  the  supplant  high-end  storage  arrays. 

,  World  Wide  Web,  and  For  example,  the  MozyPro  online 

’  what  do  you  get?  Storage  backup  service  uses  Berkeley  storage- 


gigabyte  users  upload  or  download. 

That’s  a  pretty  good  deal,  especially 
when  it  costs  $15  to  $25  per  gigabyte 
just  to  buy  the  hardware  and  software 


servers  that  store  data  on  their  inter¬ 
nal  drives.  The  price:  $3.95  per  month 
for  each  desktop  or  server  using  the 
service,  and  50  cents  per  month  for 


This  affects 
the  big  storage 
makers  such  as  EMC. 
That’s  whose  lunch 
Cleversafe  will  eat. 


account  ongoing  management  costs. 
But  don’t  throw  away  your  Fibre 
I  Channel  storage-area  network  (SAN) 


other  storage  providers  must  store 
300%  of  the  original  data,  says  Vance 

Continued  on  page  42 
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Super  Fast...  Super  Quiet...  SuperWorkstation  7045A-WT 


The  Fastest  Workstation  in  the  World... 

SuperWorkstation  7045A-WT  brings  together 

state-of-the-art  workstation  performance  and.  Quiet 
working  ambience.  It  is  anTdeal  solution  for  3D 
rendering,  computer  animation  and  critical 

computation/  communication  applications. 


■  STORAGE 


Continued  from  page  40 
Checketts,  EMC’s  vice  president  for 
Mozy  products. 

Cleversafe,  a  start-up  that  is  beta¬ 
testing  software  it  will  offer  to  other 
companies  to  build  open-source,  Web: 
based  distributed  storage  architec¬ 
tures,  goes  further.  Its  software  uses 
algorithms  to  split  encrypted  data  into 
“slices”  that  are  stored  on  distributed 
servers  and  must  be  combined  to  yield 
any  usable  information.  CEO  Chris 
Gladwin  says  that  the  data-slicing  is 
inherently  secure  because  no  one  stor¬ 
age  node  contains  an  entire  copy  of 
any  file,  making  it  harder  to  steal  or 
corrupt.  Availability  is  also  assured 
because  the  software  can  recover  the 
data  if  some  of  the  nodes  fail. 

The  Planet.com  Internet  Services 
Inc,  a  Houston-based  hosting  firm,  is 
investigating  Cleversafe's  Dispersed 
Storage  software  as  a  way  to  use  older 

servers  to  create  low-cost  storage  grids. 

“Instead  of  going  for  three  years  or  four 
years,  with  the  proper  upgrades  in  disk 
drives,  we  could  get  five  to  six  years  of 
life  out  of  them  and  at  the  same  time 
offer  storage  to  our  customers,”  says 
Chairman  and  CEO  Doug  Erwin. 

Perhaps  the  biggest  provider  of  on¬ 
line  storage  services  is  Amazon.com 
Inc.  Adam  Selipsky,  vice  president  of 
product  management  and  developer 
relations  for  Amazon  Web  Services, 
says  the  company's  S3  service  is  sup¬ 
ported  by  “multiple  arrays  of  storage 
servers  at  multiple  locations,  storing 
multiple  copies”  of  customers'  data. 
Designed  for  software  developers  who 
could  benefit  from  using  low-cost  stor¬ 
age  as  they  experiment  building  new 
applications,  the  service  costs  IS  cents 
per  month  for  each  gigabyte  of  data 
stored,  10  cents  for  each  gigabyte  up¬ 
loaded,  and  13  to  18  cents  for  each  giga¬ 
byte  downloaded.  Selipsky  declines  to 
describe  the  technology  used  in  S3  in 
further  detail  except  to  say  that  Ama¬ 
zon  “predominantly  uses  open-source 
software"  throughout  its  infrastructure. 


OAME-CHANQER? 

John  Webster,  an  analyst  at  Ilhuninata 
Inc,  says  the  combination  of  open- 
source  software  and  grid  storage 
technologies  could  pose  a  real  threat  to 
vendors  of  copy,  backup  and  disaster 
recovery  software.  “If  this  approach 


really  works,  it's  a  game-changer”  be¬ 
cause  it  could  fundamentally  simplify 

By  selling  “storage  devices  that  are 
grid-ready,  [Cleversafe]  completely 
disrupts  the  market,”  says  Stelios  Vala- 
vanis,  president  of  onshore  Networks 
LLC,  a  networking  consulting  firm  in 
Chicago.  “This  affects  the  big  storage 
makers  such  as  EMC.  That’s  whose 
lunch  Cleversafe  will  eat.” 

Some  other  observers,  however,  pre¬ 
dict  that  users  will  keep  buying  propri¬ 
etary  products  for  their  most  critical 
applications  —  in  part  because  they’re 

concerned  about  the  inherent  latency 
and  unpredictability  of  the  Internet. 

Security  is  another  concern.  Jeff 
Pieper,  president  of  Pieper  &  Associ¬ 
ates  Inc,  a  marketing  design  firm  in 


Web, 

based 

STORAGE 

■  WHAT  IT  IS:  Storage  services 
delivered  over  the  Web,  using  open- 
e  software,  grid  or  clustered 


■  PLUSES:  Very  low  cost,  easy 


■  MINUSES :  Lacks  the  perfor- 


Torrance,  Calif,  is  the  type  of  small- 
business  customer  the  online  storage 
vendors  are  courting.  But  he  says  he 
has  to  sign  multipage  nondisclosure 
forms  with  many  of  his  customers,  so 
he  plans  to  keep  their  data  on  his  4TB 
SAN  from  Hitadn  to  be  sure  it’s  safe. 

However,  users  who  choose  to  build 
their  own  grids  in-house  can  maintain 
control  over  their  networks,  and  they 
might  be  more  willing  to  use  them  for 
primary  storage,  says  Webster. 

Then  there  is  the  question  of  wheth¬ 
er  users  of  Web-based  storage  services 
actually  save  money.  Reichman  says 
upfront  costs  for  distributed  storage 
are  undoubtedly  far  lower  than  they 
would  be  for  in-house  storage  hard¬ 
ware,  but  it’s  still  unclear  how  long¬ 
term  management  costs  will  compare. 

Reichman  predicted  that  small 
to  midsize  businesses  will  likely  be 
first  to  use  such  services,  to  avoid  the 

“tremendously  difficult”  job  of  manag¬ 

ing  their  own  storage.  As  these  new 
technologies  are  proved,  he  sees  larger 

companies  moving  more  secondary 
storage  to  these  third-party  vendors. 
Others  may  adopt  such  technologies 
internally,  he  says,  allowing  them  to 
reap  the  cost  savings  while  maintain¬ 
ing  control  over  their  own  storage. 
Some  banks  are  already  evaluating 
such  moves,  he  says. 

Any  move  to  grid  storage  won't  hap¬ 
pen  overnight,  nor  does  it  have  to.  A 
dramatically  new  approach  such  as 
Cleversafe's  needs  evangelization,  says 
Valavanis,  as  well  as  time  for  the  tech- 

Gladwin  also  points  out  that 
“IT  organizations  generally  replace 
hardware  every  four  years  or  so.  If 
someone  just  bought  a  brand-new  ar¬ 
chitecture,  they're  not  going  to  scrap 
it  six  months  later.”  In  two  to  three 
years,  though,  Gladwin  expects  “that 
distributed  architectures  will  become 
often  used  for  large  data-archival 
applications.” 

By  that  time,  the  pioneers  on  both 
the  customer  and  the  developer  sides 
will  have  a  much  better  idea  of  how 
big  a  storage  revolution  they  have 
on  their  hands.  ■ 

Schafer  is  a  former  technology  editor  at 
Computerworld  and  a  freelance  writer 
based  in  Boylston,  Mass.  He  can  be 
reached  at  bob@scheierassociates.com. 
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Seize  the  Value  in  Business  Services! 

SaaScon  2008  •  March  25-26.  2008  •  Santa  Clara  Convention  Center  •  Santa  Clara,  California 


•  Learn  how  CIOs  and  their  teams  exploit 
SOA.  Web  2.0  and  Business  Services 

•  Hear  presentations  from  world-class 
IT  executives 

•  Meet  key  players  who  are  making  the  SaaS 
delivery  model  secure,  reliable  and  efficient 


business  services  model 


•  Balancing  risk 

•  Securing  data 
don't  control 


www.saascon.com 


I  SECURITY  MANAGER'S  JOURNAL  I  MATHIAS  THURMAN  TlDllble 

Ticket 


Data  Retention 
Gets  a  Second  Look 

How  much  data  is  too  much?  New 
e-discovery  rules  burden  IT  with 
searching  archived  information. 


ACTION  PLAN:  Con¬ 
sider  doing  a  lot  less,  or 
come  up  with  a  plan  for 
searching  through  it  all. 

receipt  of  e-mail.  We  use 
IP  telephony,  and  voice- 
mail  messages  are  stored 


they  can  also  be  sent  to  an 
employee’s  e-mail. 

Any  or  all  of  that  data 
could  become  subject  to 
e-discovery.  And  we  need 
to  fully  understand  where 


I  WAS  called  to  our  Rules  of  Civil  Procedure, 

general  counsel’s  Say,  for  example,  that  an 
office  to  discuss  employee  accuses  a  super- 

electronic-discovery  visor  of  harassment.  The 

laws  that  went  into  human  resources  and  legal 
effect  last  year.  1  was  glad,  departments  could  then 
addressing  this  topic  anticipate  that  there  might 


authorities.  We  wouldn’t 
have  to  expend  resources 
to  search  through  archived 
data.  And  we’re  talking 
about  a  lot  of  resources. 


ed  with  an  e-discovery 
request.  Searching  through 
it  all  would  be  a  great 
burden  on  IT.  Within  the 


So,  if  we  didn’t  have  a  re¬ 
tention  policy,  we  wouldn’t 
have  any  archived  data  to 


'  than  our  financials, 
which  is  a  Sarbanes-Oxley 
Act  and  IRS  requirement. 
But  we  nonetheless  retain 
a  lot  of  data,  and  e-discovery 
regulations  are  a  good 
reason  to  re-evaluate  our 
retention  policies. 

I'm  not  a  lawyer,  but 
here’s  what  1  understand 


amendment  to  the  Federal  I  tOSSSTCh. 


t  have  a  re-  vide  our  employees  with  mation,  it’s  simple:  Point 

e  wouldn't  e-mail  and  a  “home’’ di-  the  lawyers  to  the  file  cabi- 

:d  data  to  rectory:  a  dedicated  drive  nets  and  tell  them  to  have 

ide  to  the  share  on  a  Windows  file  a  good  time.  ■ 

server  for  storing  business-  This  week's  journal  is  written 

related  data.  Those  8,000  by  a  real  security  manager, 

Thave  home  directories  and  “Mathias  Thurman,"  whose 


we  wouldn't  have 
any  archived  data 


home  directories  and  “Mathias  Thurman,"  whose 

e-mail  accounts  get  backed  name  and  employer  have 

up  every  nighL  But  while  been  disguised  for  obvious 

e-mail  is  stored  on  a  server,  reasons.  Contact  him  at 
mail  relays  also  contain  mathias_thurman@ 

information  related  to  the  yahoo.com. 


Robert  L.  Mitchell 

Deficient  DSL 


IT’S  A  BALMY  OCTOBER  AFTERNOON  at  the 

Wendy’s  restaurant  in  Keene,  N.H.,  and  the  franchise  is 
literally  paving  over  a  technology  that  didn’t  work  out. 
Store  manager  Chris  Bergeron  watches  as  construction 
workers  dismantle  what’s  left  of  a  three-lane  express  drive- 
through  ordering  system  that  franchise  owner  256  Operating 
Associates  of  Nashua,  N.H.,  had  installed  12  months  earlier. 


The  system,  which 
routed  orders  to  call  center 
employees  by  way  of  voice 
over  IP,  was  supposed  to  in¬ 
crease  revenue  by  speeding 
up  the  drive-through  line. 
Crummy  Internet  connec¬ 
tivity  ruined  everything. 

It  seemed  to  work  at 
first.  The  system,  from 
Exit41  Inc.,  was  installed 
with  great  fanfare.  In  a  jab 
at  the  McDonald’s  next 
door,  the  Wendy’s  marquee 
proclaimed:  “Don’t  clown 
around.  We’re  three  times 
faster!"  Kevin  Fritton, 
a  former  executive  vice 
president  at  the  franchise 
who  championed  the  sys¬ 
tem,  said  it  initially  hurt 
McDonald's  sales  as  Wen¬ 
dy's  traffic  and  receipts 
increased.  Then  things 
began  to  go  downhill. 

Bergeron  sums  up  the 
problem  in  one  word:  mis- 
communication.  The  call 
center  just  couldn't  get  the 
orders  consistently  right, 


be  greeted  at  alL  “In  fast 


food,  you  can't  have  that 
happen,”  he  says. 

That's  a  killer,  agrees 
Brian  Fields,  director  of 
operations  at  Miami  Man¬ 
agement,  which  also  uses 
Exit41’s  technology.  “If  you 
cash  out  the  wrong  order, 
it’s  like  throwing  a  bucket 
of  bolts  into  a  fan.  It  just 
stops  you  dead,”  he  says. 

Fields'  Lexington,  Ky- 
based  company  owns  a 
chain  of  16  Wendy’s  stores 
in  Kentucky  and  manages 
a  call  center  that  success¬ 
fully  supports  them  and 
the  two  2S6  Operating 
Associates  stores  that  con¬ 
tinue  to  use  the  system.  Six 
other  Miami  Management 


■  If  the  Internet 
has  spurred  inno¬ 
vation  by  reducing 
barriers  to  entry. 

the  failure  of  carri¬ 
ers  to  provide  reli¬ 
able.  hiah-soeed 
proaopano  ax 
consistent  service 
levels  has  stifled  it. 


stores  have  abandoned  it, 

In  Keene,  the  problem 
came  down  to  a  lack  of 
consistent  bandwidth.  “It 
was  really  going  up  and 
down,”  which  degraded 
call  quality,  says  Joe  Gag¬ 
non,  Exit41’s  CEO.  He 
recommends  that  custom¬ 
ers  use  T1  lines,  but  25% 
choose  less-expensive 
DSL  service  to  make  those 
VoIP  connections. 

Miami  Management 
was  lucky.  With  three  ex¬ 
ceptions,  the  DSL  service 
levels  in  Kentucky  were 
good  enough.  In  New 
Hampshire,  it  has  been  a 
disaster.  The  alternative, 
a  1.54Mbit/sec.  T1  line, 
delivers  a  consistent  level 
of  service  but  costs  at  least 
five  times  more. 

Higher  telecommunica¬ 
tions  costs  mean  that  busi¬ 
nesses  need  higher  traffic 
volumes  to  cost-justify 
Exit41’s  drive-through 
technology.  While  256 
Operating  Associates  still 
uses  Exit41’s  point-of-sale 
technology,  only  its  two 
highest-volume  stores 


still  use  the  drive-through 
automation  system.  One  of 
those  is  using  a  T1  line. 

If  the  Internet  has 
spurred  innovation  by 
reducing  barriers  to  entry, 
the  failure  of  carriers  to 
provide  reliable,  high¬ 
speed  broadband  at  con¬ 
sistent  service  levels  has 
stifled  it. 

Twenty  years  after  DSL’s 
invention,  we’re  still  rely¬ 
ing  on  the  same  basic  tech¬ 
nology  —  and  in  many  ar¬ 
eas,  providers  haven’t  even 
delivered  that.  Maximum 
uplink  speeds  are  limited 
in  some  locations  to  as 
little  as  128Kbit/sec„  with 
best-case  downlink  speeds 
of768Kbit/sec. 

Next-generation  tech¬ 
nologies  such  as  Verizon's 
FiOS  promise  metropolitan 
areas  2Mbit/sec.  uplink 
speeds  and  15Mbit/sec. 
downlink  speeds  eventu¬ 
ally.  But  Europeans  have 
20M-30Mbit/sec„  and 
some  areas  of  Korea  and 
Japan  have  lOOMbit/sec. 

—  enough  to  support  full- 
motion  video.  Meanwhile, 
Gagnon,  struggling  with 
basic  VoIP,  is  forced  to  tell 
customers  to  forget  DSL 
and  go  back  to  leasing 
1960s  technology:  a  T1  line. 

Bandwidth  is  the  cur¬ 
rency  pf  the  global  Inter¬ 
net  economy.  If  carriers 
continue  to  fumble  broad¬ 
band  access,  bandwidth 
and  service-level  quality  in 
the  U.S.,  innovation  will  go 


Computerworld  national 
correspondent.  Contact 
him  at  robert_mitchell@ 
computerworld.com. 
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Xeon 


Dual-core. 
Do  more. 
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STORAGE  UTOPIA 
IS  NOT  A  MYTH. 


Imagine  a  storage  environment  that's  simple,  straightforward 
and  virtually  effortless.  The  HP  StorageWorks  1 200  All-in-One 
Storage  System  lets  you  manage  your  ever-growing  data 
using  a  simple  Windows'  application,  in  a  language  you 
already  know.  Call  it  utopia,  nirvana,  or  just  plain  easy. 

Technology  for  better  business  outcomes. 


m 


Annual  compensation  for  the  IT  manager  title 
(currencies  converted  to  U.S.  dollars): 


Many  IT  professionals  view  office 
politics  as  something  nasty.  But 
where  there's  technology,  there's 
change,  and  where  there's  change, 
there  will  be  people  who  perceive 


That's  where  politics  begin. 

As  a  project  manager.  I've  en¬ 
countered  many  politically  charged 
situations:  resistance  from  people 
suspicious  about  change,  power 
struggles  between  departments, 
and  a  lack  of  support  from  people 
I  didn't  even  know  were  key  to  the 

frustrating  for  me  and  damaging  to 
my  career.  That's  why  I  developed  a 
five-step  road  map  that  has  helped 
hundreds  of  IT  professionals. 


$31,720 


From  this,  you  can  predict  who 
your  allies  and  enemies  will  be, 
as  well  as  who  will  ally  with  or 
oppose  one  another. 


1.  KNOW  THE  PLAYERS. 

The  first  step  is  getting  outside 
the  world  of  IT  and  taking  an 
assessment  of  the  people  the 
project  will  affect.  Who  are  the 
key  stakeholders,  and  what 


histories  with  one  another? 


Premium  pay  for  noncerfified  IT 
skis  was  |ust  over  8%  in  the  third 
quarter,  whie  It  was  a  bit  less 


Hagerup  is  a  senior  consultant  al 
Ouellette  &  Associates  Consulting 
Inc.  in  Bed lord.  N.H.  and  a  co¬ 
author  olThe  IT  Professional  of  the 
Future,  due  out  in  early 2008. 
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Salaries  Around  the  World 


Office  Politics: 

IGNORE  AT  YOUR  OWN  RISK 
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IT|careers 


Co-Branded 

EMAIL 

BLASTS 


Reach  your  target  audience 
of  professional  IT  job  seek¬ 
ers  with  Computerworld’s 
Co-Branded  Email  Blasts. 
This  unique  program  allows 
you  to  choose  your  criteria 
of  100%  opt-in  subscribers 
by  geography,  company 
size,  job  title  and  industry. 


Call  Laura  Wilkinson  at 
800-762-2977  for  details! 


LOOKING  FOR  SOMETHING  NEW? 


Find  your  ideal  IT  job  through  IT  Careersl  For 
additional  IT  positions,  search 


Law  Firms 
IT  Consultants 
Staffing  Agencies 


Place  your 
Labor  Certification 
Ads  here! 

Are  you 
frequently 

placing  legal  or  immigration 
advertisements? 

Let  us 
help  you 
put  together  a 
cost-effective  program 
that  will  make  this 
time-consuming 
task  a  little 
easier. 

Contact  us  at: 

800.762.2977 

u|careers 


SharHank 

check  it  out -and  actually 
found  a  scorched  PC  case  and 
motherboard  in  a  room  that 

TRUE  TALES  OF  IT  LIFE  AS  TOLD  TO  SHARKY 

Does  It  Wink?  :  could  |ust  picture  her  leaning 

It's  time  to  roll  out  a  new  1  forward,  looking  at  the  moni- 

antivirus  tool  to  all  PCs  in  this  !  tor  and  waving  to  me.  Then  1 
company,  but  first  this  pilot  j  told  her  the  truth." 
fish  sends  an  e-mail  telling 

everyone  that  the  software  \  The  Real  Thing 

smeled  strongly  of  smoke  and 
burnt  plastic.  From  that  point 
on,  we  took  the  users'  input 
slightly  more  seriously.' 

Try,  Try  Again 

is  supporting  a  huge  hotel- 
reservation  system.  “The 
principal  user  was  a  pedantic 

desktops:  a  circle  with  what 
looks  like  an  eye  in  the  middle. 
Then  fish  pushes  out  the  tool 
-  and  promptly  gets  a  call.  “It 
was  a  manager  in  one  of  our 
remote  offices,"  says  fish. 

!  team  deploying  new  systems 
;  to  a  group  of  hospitals  and 
;  clinics  where  most  users  are 

I  older  and  not  very  computer  - 
!  literate.  “One  day,  we  were 

created  several  levels  of 

screens  and  warnings  before 
routine  functions  would  be 
processed,"  says  Ash.  “After 
months  of  this,  she  was  pro- 

“She  said  a  new  icon  was  on 
her  computer  and  she  wanted 
to  make  sure  It  wasn't  a  virus, 
leaked  if  she  had  read  the 
e-mail  1  sent.  She  said  no.  So  1 
told  her.  That's  a  new  camera 
I'm  installing  on  ail  comput¬ 
ers.  In  fact,  1  can  see  you  right 
now.'  After  a  short  moment 
of  silence,  1  heard  'Hiiiiiiiil!'  1 

!  deployments,  going  through 
;  the  help  desk  tickets  forward- 
;  ed  to  us,"  says  hah.  “As  we 

1  joked  about  users  saying  liey- 
!  board  needs  to  be  remapped' 

!  and  a  user  who  couldn't  get  a 
;  CD  out  of  his -hard  drive.’ we 
;  came  upon  one  that  stated 

1  a  user’s  PC  started  smoking 

1  and  caught  Are.  Not  entirely 

clerk  who  was  brought  up 
on  old-style  terminal-based 
systems’ And  at  the  Arst 

user  pronounces  the  system 
completely  unusable  with 
the  endless  dialog  boxes  and 
messages:  “This  system  is 

I  way  too  user-friefxty  to  be 


!  Bom  Identity 

!  E-mail  from  user  “I  forgot 

■or  to  the  keyword 
|  for  the  password  reset  Can 


|  Support  pilot  fish:  “Your 
I  keyword  is  your  city  of  birth. 
I  Try  It  again  - User.  “I  know 


;  what  city  I  used." 

■  Sharky  doesn’t  care 
!  where  you're  from  — just 
!  that  you  send  me  your  true 
|  taleqfITli/eatsharky(S) 

;  computerworid.com.  You’ll 
!  score  a  snazzy  Shark  shirt 


O  CWCK  OUT  Staky's  blog.  braise  9» 


■  FRANKLY  SPEAKINO 

Frank  Hayes 

Attention,  Shoppers 


NOW  IT’S  CRUNCH  TIME.  This  is  the  most 

punishingly  high-pressure  part  of  the  year,  with  im¬ 
movable  December  deadlines  marching  ever  closer. 
Nerves  will  be  frayed,  stupidity  will  flare  up,  and 
you  need  to  give  your  people  all  the  help  and  support  you  can. 

No,  not  IT  people.  With  the  holidays  coming,  the  ones  who 
are  likely  to  go  over  the  edge  are  the  users. 


Users  who  will  be  doing 
online  shopping  —  some  of 
it  from  home,  but  plenty  of 
it  from  their  desks  at  work. 

Users  who  are  more 
rushed  and  distracted, 
so  they’re  more  likely 
to  make  dumb  mistakes 

—  including  the  kind  that 
open  big  security  holes. 

Users  who  are  more 
worried  about  holiday  par¬ 
ties  and  gifts  than  about 
the  projects  that  require 
their  input,  participation 

Users  who  will  soon  be 
bringing  in  gadgets  they 
buy  or  receive  over  the 
holidays  (Christmas  may 
be  a  month  off,  but  Hanuk- 
kah  is  just  days  away). 

In  short,  users  who  are 
about  to  present  IT  with 
major  potential  problems. 

Or,  just  maybe,  a  great 
opportunity. 

Look,  this  happens 
every  December:  You 
struggle  against  users’  in¬ 
exorable  holiday  impulses 

—  and  lose.  This  year,  why 
not  go  with  it? 

You  need  to  remind 
them  of  appropriate-use 
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policies.  And  holiday 
changes  in  help  desk  staff¬ 
ing.  And  the  fact  that  IT 
projects  still  need  to  get 

Why  not  make  the  cen¬ 
terpiece  of  that  annual 
memo  a  list  of  tips  for  safe 
online  shopping? 

Maybe  your  users  are 
allowed  to  e-shop  from 
work.  If  not,  they’ll  be  do¬ 
ing  it  from  home  on  PCs 
they  also  use  to  work  re¬ 
motely.  It’s  in  your  interest 
to  keep  them  safe.  Besides, 
it  makes  you  look  like  you 
really  care  about  users. 

How?  Start  with  a  brief 
“With  the  holidays  com¬ 
ing ...  ”  recap  of  your 
appropriate-use  policy. 
Then  run  through  some 
safe-shopping  tips.  Here  are 
a  dozen  to  get  you  started: 

■  Shop  with  online  mer- 

■  Why  not  make 
the  centerpiece 
of  that  holiday 
annual  memo  a 
list  of  tips  for  safe 
online  snoppmg  r 


chants  you  know  and  trust. 

■  Order  from  secure 
Web  sites,  which  can  be 
identified  by  a  locked 
padlock  or  unbroken  key 
icon  in  your  Web  browser 
(unsecured  sites  may  show 
an  unlocked  padlock  or  a 
broken  key). 

■  Keep  printouts  of  ev¬ 
erything,  including  copies 
of  your  order,  Web  pages 
describing  what  you  or¬ 
dered;  Web  pages  that  tell 
the  seller’s  name,  address 
and  telephone  number; 
and  any  e-mail  confirma¬ 
tions  you  get.  And  make 
sure  you  add  the  date  if  it 
doesn’t  automatically  ap¬ 
pear  on  the  printouts. 

■  Use  credit  cards  for 
online  purchases,  which 
will  limit  your  loss  to 
$50  if  your  credit  is  used 
without  authorization.  But 
it  has  to  be  a  real  credit 
card,  not  a  debit  or  check 
card.  You  may  want  to  use 
just  one  credit  card  for  all 
online  payments,  to  make 
it  easier  to  detect  wrongful 

■  Don't  give  out  your 
Social  Security  number. 


■  Don’t  give  out  unnec¬ 
essary  information. 

■  Don't  send  your  credit 
card  number  by  e-mail. 

■  Don’t  give  out  your 
passwords  for  e-commerce 
Web  sites  to  anyone. 

■  Don’t  give  out  your 
bank  information;  no  one 
needs  it  for  an  online  order. 

■  Double-check  every 
Web  site  address. 

■  Don’t  click  on  links 
within  e-mails.  Type  in  the 
Web  site’s  address  yourself 

—  very  carefully. 

■  Remember,  if  the  deal 
seems  too  good  to  be  true, 
it  probably  is. 

You  can  also  direct  us¬ 
ers  to  online  sources  of 
additional  information, 
including  the  Better  Busi¬ 
ness  Bureau  Web  site 
(www.bbbonline.org/ 
OntineShopTips),  the  Pri¬ 
vacy  Rights  Clearinghouse 
(www.privacyrights.org/fi/ 
fi23-shopping.htm)  and  the 
Federal  Trade  Commission 
Web  site  (www.ftc.gov/ 
onlineshopping). 

Then  finish  by  remind¬ 
ing  them  of  reduced  help 
desk  hours,  ongoing  proj¬ 
ects  and  policies  about 
personal  gadgets.  They’ll 
be  more  likely  than  usual 
to  read  your  memo  all  the 
way  to  the  end. 

And  who  knows?  By 
offering  helpful  advice 
and  gentle  reminders,  you 
might  just  make  these  holi¬ 
days  happier  —  and  safer 

—  for  everyone.  ■ 

Frank  Hayes  is  Computer- 
world’s  senior  news 
columnist  Contact  him 
at  frank_hayes@ 
computerworid.com. 
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Should  I  design 
my  data  center 
around  my  data, 
or  their  network? 
That’s  easy. 
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Leader  in 
Middleware 

"Oracle  received  the 
highest  scores  across  all 
the  scenarios  we  evaluated" 

Independent  Report:  The  Forrester  Wave 
Application  Server  Platforms,  Q3  2007 

Best  in  15  of  20  Categories 

SOA  World  Magazine 
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